Abstract-In a world characterized by intense competition, outsourcing has infiltrated the management world in a major way. Outsourcing services are becoming an increasingly important source to companies focus on their core competencies, reduce costs, and increase efficiency in several organizational functions. Even though outsourcing of business activities has become a prevalent practice amongst organisations, the literature provides only a one-dimensional view of the phenomenon by focusing on the service receivers' perspectives -buyer. This article overcomes this weakness by investigate and analyse the business models of outsourcing companies -vendor -as a way to understand how they reach a sustainable competitive advantage that differentiates them in the market. Hence, the whole investigation explores the service provider's perspectives by conducting interviews to 16 top executives from 15 different outsourcing companies in Portugal. The findings suggest that all the organizations presented in the study face the same challenges/pains in the market and each of them manifest an exclusive combination of mechanisms, methods, strategies and approaches within their business models to be differentiated in the market and sustainable in terms of efficiency and competitive advantage.
Introduction
The intense competition aligned with the challenge to stay differentiated in the market leads organizations to develop the best strategies to achieve efficiency and that allow them to focus on their core areas. In this context, the dependency on external supply sources increases, leading companies to contract outsourcing services [1, 2] . Hence, outsourcing is considered to be one of the the best ways of reshaping management and it is promoted as one of the most powerful trend in management [2] .
According to the extended literature, outsourcing involves an externalization of a certain activity usually performed in house by a company to an outsider company. Therefore, there are 2 different parties related to Outsourcing: the buyer -the company that outsources -and the vendor -the company that provides the service [3] .
Despite having two different parties in outsourcing arrangements, the vendor's perspective has hardly been explored in outsourcing literature [4, 5, 6] . Regarding this significant lack of literature on understanding vendor's perspective and the way the vendor and buyer cooperate and operate with each other, the present study aims to add value to the existence literature by bringing insights on the topic focusing on the vendor's perspective. Thus, the main objective of this article is to analyse the different management outsourcing business models in several companies with outsourcing services -vendor -in order to understand how these models make them sustainable in terms of efficiency and competitive advantage. For that purpose, it was conducted indepth interviews with top executives (partners, executive directors, senior managers and managers) from several companies in Portugal where Outsourcing services can be found. Accordingly, this article present features that extend past research on the outsourcing subject, namely, it will bring up the differences of business models within the outsourcing industry and consequently will enrich the literature on the vendor's side by analysing several vendor's perspectives in the Portuguese outsourcing market.
The present article is structured starting with defining and reviewing some theoretical themes regarding outsourcing. Subsequently, the methodology used to conduct the interviews and respond to the main objective of the paper is explained, and the data findings are revealed and discussed. Lastly, it will be identified concluding remarks, limitations and future research on the subject.
I. THEORETICAL FRAMEWORK

A. Outsourcing: definition and analysis
According to the literature, outsourcing is not a recent concept and paraphrasing Gonzales et al. (2005) [7] "the history of outsourcing is deeply embedded in the history of the growth of the Modern Business Enterprise". According to Bhattacharya et al. (2013) [6] the origin of outsourcing was in the 1970s, when organizations changed their vertical integration strategy to outsourcing mainly to reduce costs and gain control over diverse businesses. Also Dolgui and Proth (2013) [3] consider that the outsourcing appears on the seventies when companies started outsourcing concerned low added value products such as textiles, consumer electronics, etc. Misra (2004) [8] also claimed that outsourcing appeared between 1960 and 1970 with professional services and facility management services in the financial and operation support areas. Even though, outsourcing was not formally identified as a business strategy until 1989 [9] .
Outsourcing is recently defined by many authors as: "the act of obtaining semi-finished products, finished products or services from an outside company if these activities were traditionally performed internally." [3] ; "contracting another company to do some of the activities that were done in house in the first place." [2] ; "a special form of contractual-based and results-oriented inter-organisational relationship where one party that is the service receiver organisation employs external provider/s to provide services for traditional in-house functions." [6] .
Having in mind these definitions, it becomes clear that outsourcing involves an externalization of a certain activity usually performed in house by a company to an outsider company. Therefore, there are 2 parties related to Outsourcing: the buyer and the vendor -the company that outsources is called 'buyer', whereas the company that provides the service is known as the 'vendor'. The authors Dolgui et al., 2013 [3] and Mella et al., (2012) [10] refers to these concepts with a different designation: outsource and outsourcer -the outsource is the company that outsources, while the outsourcer is the supplier or provider of the service.
Literature distinguishes between various sub-concepts related to outsourcing: offshore outsourcing, nearshoring; offshoring, subcontracting, and bodyshopping becoming important to normalize the term outsourcing and to differentiate it from the other identified concepts.
Regarding the difference between outsourcing from offshore outsourcing, one may say that is the location of the seller that differentiates the both concepts [11, 12] since offshore outsourcing stands for outsourcing to third party firms based in other countries [11, 12] . Regarding nearshoring, this concept is similar to offshore outsourcing with the only difference that the company which provides the service is located in a country relatively close to the buyer [12] . Moreover, off-shoring is distinguished from outsourcing since in the off-shoring concept the company that provides the service is a firm's subsidiary (part of the firm) located in other country [12, 13] . Offshore outsourcing, nearshoring and offshoring essentially constitute international trade in goods and services [13] i.e. outsourcing in international countries. Regarding subcontracting, this concept involves only the transfer of the specifications of the product or service [3] which means that the subcontractor works for the buyer in specific limits, while in the outsourcing concept the seller cooperates with the buyer. Finally, concerning bodyshopping, this term is not usually found in the outsourcing literature, however, Its important to mention that bodyshopping means contract employee who works on the client site or under the client's management.
In the literature is very usual to find information about IT Outsourcing and Business Process Outsourcing. The term "IT outsourcing" means all services which (based on IT infrastructure services) are provided by a service supplier to an economically and legally independent customers [14] . On the other hand, Business Process Outsourcing (BPO) refers to projects where service providers (vendor) accept, manage, and control business processes that a client entrusts and selects [15] . Although outsourcing necessarily involves two separate parties -the service receiver (buyer) and the service provider (vendor) -only a few studies in the literature have endeavored to approach the outsourcing concept from the perspective of both parties [4, 5, 6] . As suggested by Gottschalk and SolliSaether (2006) [16] , both the vendor and the buyer need to be at the same level of outsourcing relationship to achieve a winwin situation. Thus, according to Bhattacharya et al. (2013) [6] , the basis for the successful outsourcing vendor-buyer relationship begins with the formulation of a contract, since it helps both parties to understand their obligations. According to Webb and Laborde (2005) [5] , the outsourcing contract should include the explicit products and services to be delivered, how and when it will be delivered, the scope and structure of the project, the terms of payment, what the vendor will provide if he fails the contract, who has access to what information, who has the authority, and how conflicts will be solved.
B. Outsourcing decision
It is crucial to have a fundament decision concerning what should and should not be outsourced because problems may arise if the decision is not the right one. In order to help the decision of what should be outsourced and what shouldn't, it was found in the literature three different approaches.
The first approach is suggested by Oshri et al. (2015) and it suggests that by ranking all the company's processes, a value hierarchy is created that reflects which processes should be outsourced and which shouldn't.
The second approach is suggested by Heizer et al. (2017) [17] and it categorize the type of product by its architecture and analyzes if the company is dependent in knowledge and/or dependent on the capacity. To a modular product, if the organization has neither the knowledge nor the capacity, outsourcing may be a risky strategy because the knowledge developed by the supplier may be transferred to competitors. Additionally, if the organization has the knowledge, outsourcing may provide an opportunity to reduce costs. To an integral product, if the organization has the knowledge and the capacity, outsourcing should be avoided so as to keep knowledge in-house.
The third approach has been suggested by Kern et al., (2002) [18] and in this case the decision is made from the contribution to business operations and competitive positioning. The activities that contribute critically to the company's business operations and are differentiator in the competitive positioning should be kept in-house. The activities that are critical for business operations, however, do not contribute significantly to the company's competitive positioning should best be sourced. The activities that do not contribute to the company's business operations in a major way nor to its competitive positioning are good candidates for outsourcing. The activities that contribute do competitive positioning, yet are useful to business operations and should be eliminated.
C. Outsourcing Pros and Cons
Although outsourcing provides several advantages for the buyer, [2] stated that many organizations regularly decide on outsourcing without considerate the full consequences. Although the potential value of outsourcing might tempt any organization to adopt the strategy, outsourcing often comprise some harmful effects [19] .
In a broad view, the main advantages of outsourcingaccording to several authors [3, 10, 19] are the follows: costs saving; re-engineering and innovation processes; resources motivation; gain benefit by taking advantage of external expertise; risk management and quality issues; financial resources.
Some arguments in favor of outsourcing are also considered as disadvantages, according to the literature. This is the case of employee morale, cost, and service quality.
Hence, according to several authors [3, 12, 19, 29] , the main disadvantages of outsourcing, are: the loss of competitive knowledge by the buyer; the loss of control from the buyer; the negative impact on the employees; the potential conflicting objectives and confused responsibilities between the two parties; poor service quality; and increased costs.
D. Business Models
According to Stoilkovska et al. (2015) , a business model is a conceptual frame for identifying the manner in which a company creates, fulfills and extracts values. Hanák and Slávik (2017) [21] add value to this definition by arguing that business models and business strategy fundamentally characterize and predetermine the essence of a company and its action. According to Hanák and Slávik (2017) [21] the elements that compose a business model are products or services offered to customers, the way the company is organized to deliver these products and services to customers, and the way how to appropriate a part of the produced value, thus the profitable and/or revenue model.
According to The Statistics Portal -which provides statistics and studies from more than 22,500 sources -in 2017, the Outsourcing Business Models all over the world amounted to 88.9 billion U.S. dollars and in 2016 it dropped to 76.9 billion U.S. dollars.
Regarding the Outsourcing Business Models by service type (BPO and IT), in 2017, a revenue of 24.6 billion U.S. dollars was generated through business process outsourcing (BPO) and 64.3 billion U.S through Information Technology Outsourcing (ITO).
II. METHODOLOGY
In order to analyze the different business models within the outsourcing industry, the target of this research represents outsourcing Companies in Portugal and/or Companies in Portugal with Outsourcing Services in 2018. For this purpose, it was prepared a list of outsourcing companies and/or companies where outsourcing services can be found, corresponding to a non-probability samplingjudgmental sampling. The final list contained 53 companies and invitations were sent to every firm that integrated the list, only depending on their response to define the sample size. The invitations were sent by e-mail and/or through social platforms, namely LinkedIn, to the companies' top executives (partners, executive directors, senior managers and managers). From the list with 53 companies, the response rate was 32% which correspond to a final sample size of 16 interviews from 15 different companies.
Concerning the collection of data, it was conducted a qualitative study, namely, through a questionnaire with open questions were conducted in-depth interviewees, whose duration was estimated to be from 30 minutes to 1 hour. The 15 open questions that composed the questionnaire were designed to answer the main features that composes a business model according to Hanák and Slávik (2017) [21] mentioned in the theoretical background. Thus, the questionnaire was organized in 5 main sections -the company structure and context; the services provided and ways to deliver it; human resources and talent; client's management; and the future of outsourcing -as a way to answer the main question of this paper how outsourcing firms are through their business models sustainable in terms of efficiency and competitive advantage?
It's important to note that in order to guarantee the assured confidentiality of the participants and the companies involved in the study, their designation won't be published in this paper.
III. DATA ANALYSIS
The analysis of the data was made through a content analysis, that is a technique of making inferences by objectively and systematically identifying specified characteristics of messages.
The data analysis is dedicated to present the findings collected throughout the interviews and will analyze two main hypotheses: 1 -the outsourcing companies interviewed are constantly innovating their services despite the existing limited portfolio; 2 -the outsourcing companies interviewed present a structured and differentiated business model.
IV. RESEARCH FINDINGS AND DISCUSSION
During the period in which interviews were conducted, 35% of the participants had the role of Executive Directors, 17% were Head of specific units (specifically: head of business development; head of IT recruiting; business head) and 12% each had the role of CEO's, partners, senior managers, and managers (same percentage for each category).
Regarding the size of the companies, 33% of the companies that made part of the investigations holds until 200 collaborators (ranging from 60, 132, 143, and 150 collaborators), 27% have between 400 to 600 employees (the answers oscillate from 500, 550, and 600 employees), 20% holds between 200 to 400 collaborators (alternating between 230, 250, and 398 employees), and finally, again 20% of the companies have more than 600 employees (the answers were 1000, 2000, and 4500). Regarding the international presence with physical offices, only three respondents referred the absent of international presence, i.e. there is physical office only located in Portugal and aren't physically present in international countries. The majority of the companies referred having one to 5 physical offices outside Portugal, and other singulars answers mentioned 10, 21, 22 and 120 physical offices in foreign countries.
Every single company of this investigation provides IT services, either through outsourcing and/or other type of services. However, there are companies that provide exclusively IT services and companies that provides other type of services besides IT.
H1: The outsourcing companies have strategies to constantly innovate their services despite the existing limited portfolio.
The present hypothesis is dedicated to study how the companies are constantly innovating its portfolio of services in the competitive market, i.e. what are the strategies taken in place to follow the trends and therefore adjust/reformulate its services offer.
Findings suggests that the main strategies to innovate despite the limited portfolio are, for order of significance: investment in new areas of service and/or market niches; being aware of the market trends, in terms of technologies, methodologies, and client's needs; background of the company and the inherent networking resulting from the companies having projects across Portugal and the world, which provides knowledge about the market; partnerships with universities and companies; the differentiate management of the employees; the existence of a R&D area which provides much knowledge and market updates.
Other answers were given when asked this question, namely: a philosophy of never say no when it provides innovation and learning: innovation in being disruptive and resilient in searching profiles; collect information from the recruitment interviews as a source of knowledge. Technology and Innovation (ICE/ITMC) Fig. 1 .
Companies Strategies to Innovate the Portfolio of Services based on the conducted interviews (2018) Accordingly, 31% of the participants identified investment in new areas of service and/or market niches as a strategy to innovate the portfolio of services, and 31% of the participants indicated the awareness of the market trends, in terms of technologies, methodologies, and client's needs. Additionally, 25% of the participants mentioned the importance of the existing company's background and inherent networking from the executed projects across Portugal and the world since it provides knowledge and identifies best practices used and tools which enables to innovate the services delivered. Also 25% of the participants mentioned partnerships with universities and companies as a way to innovate the services provided, claiming that they do research and development with universities and startups in order to identify new trends and practices in the outsourcing market. Approximately 19% referred investment in R&D in order to provide knowledge about the market and feed the portfolio of services, and also 19% revealed the innovation in the company is through the manner they manage their resources and clients rather than the services delivered, managing them with a closeness and transparent relationship.
In conclusion, one may say that the companies of the study have defined strategies to innovate their services, since only 19% of the participants mentioned the innovation in the management of resources instead of innovation in services. The majority of the participants (81%) mentioned different strategies to innovate the services, as shown before, proving the veridic of this hypothesis.
H2:
The outsourcing companies present a differentiated business model.
The whole interview was conducted to study the business models of the companies, and this hypothesis has the objective to specifically understand how the companies achieve competitive advantage through outsourcing, i.e. what differentiates its current business models from the ones carried out in other companies.
The answers given from the interviewees are contradictory, i.e. some companies referred equivalent factors that differentiate itself from other companies, and other interviewees mentioned certain factors completely different.
Starting with company I, the interviewee mentioned remuneration & benefits, as well as transparency as a differentiated factor. Moreover, he considered the training and certification provided to the employees as a differentiator factor as well as well as the social events (fun), and the mutual aid promoted. Another relevant aspect mentioned is the fact that the company's managers have a small number of consultants associated, as a way to provide a closer and more effective follow-up. The participant also mentioned that the company is creating a coaching and tutoring program.
At company II, the differentiation is accomplished with the response aptitude and the dynamism present on the daily activity with a growing objective. The objective, the method of work and the responsiveness is what differentiates the company from others outsourcing companies in the market, according to the participant. Furthermore, the relationship with the consultants is another differentiation factor.
The answers collected at company III reveals DNA and values of the company as a differentiated factor, as well as the marketing strategy and the follow-up given to the consultants due to the availability of business managers (as also referred previously by company I). It was also mentioned the professionalism of IT recruiters and HR team, the financial models implemented in the company, the existence of a strong team of back-office and nice infrastructures with a relaxing environment.
The interviewee from company IV considered the training services as a differentiator factor. The training plan is part of the career of the consultants and there is a lot of investment on that by the company.
The interviewee from company V mentioned 3 differentiated factors: the company do not have subcontract resources nor freelancers and temporary contracts; the existence of qualitative training and certification; a differentiated outsourcing model implemented with mutual aid, experience sharing, consultants not isolated in the client with a regular career follow up The differentiation at company VI is achieved by the fact of the company being not only an outsourcing company but a technological company. The company also is differentiated by its values and principles, by the people who work there, quality and seniority, and experience of consultants.
At company VII, the interviewee stated that the company differentiates itself with training and constant update. Moreover, the attention and close follow up to consultants is crucial and have an initiative of project rotation in order to provide constant learning and motivation to consultants.
Regarding company VIII and company IX, the companies are differentiated by the people who work in the company and the given follow-up -there is a close relationship with the employees. Moreover, another differentiated factor is the internal culture of the company that is spread to the consultants. Company IX also referred the proactivity on resources management rather than reactivity.
Regarding company X, the participant mentioned that the company gets competitive advantage through outsourcing throughout talent retention and the correct identification of profiles and opportunities. IT recruiters at company X carry out a previous selection of the clients, and then try to look for profiles who perfectly fit with client's needs. Moreover, the participant mentioned that as company X is a consulting and outsourcing company, the outsourcers have consulting skills and knowledge what brings more value to the client.
The participant representing company XI only mentioned that in outsourcing are defined the volumes, the quality level, and associated SLA's. The basis of the service is the meeting of the objectives rather than the way it is achieved.
At company XII, the business model of the company is very different from the ones in other outsourcing companies since outsourcing is just a small component of the company and the company is specialized in infrastructures. The company is differentiated with the know-how that owns from the 13 different areas of service and the inherent background and context of the company. Moreover, regarding the client prospection there is a differentiated factor: each business manager has a group of clients associated and they cannot be addressed by others business managers.
During the interview with the senior executive from company XIII, he mentioned the fact of the company being extremely lean what enables an agile capacity when challenged by the clients. The company also have the capacity to create enormous team projects, and the international experience and background are also a differentiated factor, according to the participant. It was also said that the company is highly certified which demonstrates quality (ISO's) and safety.
At company XIV, a different perspective was shared. The participant mentioned that the company in outsourcing look for processes in clients where is possible to capture value by transformation rather than cost -a perspective of value creation and not a contextual competitive advantage provided to the client. The participant also shared the fact of the company share the risk with the client -agreement on what are the supposed financial and performance objectives.
At company XV was mentioned that due to the company's background it is easier to capture more talent, provide more opportunities of career development, and provide a closer follow-up to consultants. It was also mentioned that sometimes it is difficult to capture a client because the factor price, but once it did it is rare to lose it -customer loyalty. Another differentiated factor is the fact that the company does not withdraw the consultants from one client to allocate them in other client and make out an excuse.
In conclusion, one may say that the companies of the study have different factors that make them differentiated in the market and characterize their business models. Some factors are common between the companies and others are very different, it is not possible to identify a pattern. Thus, the present hypothesis is true, the outsourcing companies interviewed present a differentiated business model with exclusive combination of mechanisms, methods, strategies and approaches.
V. CONCLUSIONS AND FURTHER RESEARCH
Since this article aims to analyze the vendor's perspective and the different companies' business models within the outsourcing market, the main objective was concluded and the article provides relevant information on this outsourcing's perspective that enrich the existing literature on the field. Indeed, the two main hypothesis of the article are confirmed, what means that the outsourcing companies interviewed have strategies to constantly innovate their services despite the existing limited portfolio, and the outsourcing companies interviewed present a structured and differentiated business model in the market.
Concerning the limitations of the study, despite the invitations to participate in the study had been sent to every sort of outsourcing companies (IT, BPO, HR, etc.), the prevalent companies interviewed were IT outsourcing companies. Moreover, taking into account that service providers -vendor -were the ones who participated in the present research, only one part of the outsourcing concept was investigated and studied.
Consequently, for future research it would be interesting to study deeply the business models of other types of outsourcing companies rather than IT ones. Moreover, it would be pertinent to study the interaction with the vendor and the buyer during the outsourcing service itself, because doubts arised regarding how the service is executed and management in terms of resources, objectives' accomplishment, and communication.
